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The previous studies mainly address the lack of efforts and initiatives of the authorities in organizing effective participation 
programs in waste management, cleanliness, drainage and culverts affairs. The Public Complaints Bureau stepped up efforts 
to promptly deal with complaints received from the public. On average, 50 per cent of complaints received were on the failure 
or delays in attending or responding to the needs of customers effectively. By using the quantitative and qualitative methods 
approach, this study attempts to examine the satisfaction of public complaints process that influencesthe community in Sungai 
Petani. The extent of satisfaction level in municipal services, both ftom internal customers and external customers attempt to 
establish association between customer satisfaction and social characteristics such as feedback towards complaint and 
information channel as resident and customer. Based on the findings, in order to make customer satisfaction on municipal 
services, hture strategies need to be done in order to more satisfactory by the focus groups. 
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1. INTRODUCTION 2.0 LITERATURE REVIEW 
Nowadays, clients don't just demand the productivity, 
viability, economy and straightforwardness in administration 
conveyance; however they additionally need open platform to 
be more receptive to the clients (Drewry, 2005). The close 
relationship amongst government and common society leads 
equitable practices and encourages better arrangement of 
open administrations (Kamarudin et al., 2011). There are 
regularly doubtful towards people in general part when they 
are asked by and large and dynamic terms, however 
moderately happy with more particular administrations when 
requests and needs are generally welcomed by them 
(Christensen and Lzgreid 2005). Accordingly, the 
transformation of urban administration has developed from its 
importance of the working of civil government to the more 
extensive subject among metropolitan staff, groups, and 
stakeholders (Jamaliah, 2004). The drivers for this research 
have arisen in response to a numbers of perceived weaknesses 
in service delivery identified in various sources. Many 
complaints rise up in daily activities around MPSPK territory. 
Thus, this study is proposed to facilitate a better 
understanding on what makes customers complaint and the 
way information of municipal services disseminated to local 
people accordingly. 
Performance by municipalities' in general even good 
performance must be constantly improved to meet the needs 
of stakeholders and improve their quality of life (Putnam 62 
Mumby, 1993). Furthermore, municipality service delivery 
involves the visible products and reliable provision of goods 
and services to the community. This outcome simply depends 
on too many factors and stakeholders (Putnam 2000; Osborne 
and Gaebler, 1992 and De Buijn (2002). Client division 
recognizes key gatherings of administration clients, for 
example, Nan-Governmental Organizations (NGO's), 
Households, Community Leaders and Local Authority staff 
can be a capable method for building assorted qualities into 
key arranging from the begin (Kamarudin et al., 2001). 
Several researchers such as Feldman (1991) and Sanfilippo 
(1990) have jointly addressed the importance of the internal 
support activities and operations as the key link to external 
customer satisfaction. The quality of internal service 
operations has been identified as one ofthe essential elements 
of an overall service quality strategy (Feldman, 1991; Lewis 
(1989; Gremler et al., (1994). This is on account of the inner 
clients or the staff may not ready to anticipate the aftereffects 
of their own administration arrangement to these outer clients 
(Sharifuddin, 1998119990). External environmental factors 
that contribute to this complexity are the political 
environment within which governments operate sometimes at 
many different levels, the evolution of programs and policies 
during their lifespan, a wider group of stakeholders and the 
need to ensure accountability (Kuppusamy, 2006). Many 
literature reviews on customer satisfaction and the focus 
groups (internal customer and external customer) are studied 
in the contemporary measurement. Hence, all discussions are 
based on realistic viewpoint, which mainly ignored its 
relationship with political bargaining process. The example is 
the unique characteristics of local government such as the 
Households and Community leaders as stakeholders and what 
indicator makes them satisfied on municipal services and 
what the approaches taken has not discussed earlier. 
3.0 RESEARCH METHODOLOGY 
The three main instruments used in this study are: (1) 
a household survey which was designed to examine the 
feedback towards complaints and information channel on 
municipal services provided by in its zone (C, G & H); (2) a 
business community which was designed to identity the level 
of satisfaction perceived by them towards municipal services 
and how their complaints reflected to the municipal decision 
making process; and (3) semi-structured interviewed in this 
study including community leaders, councilors and head of 
MPSPK's department. By using qualitative data, it can 
explain the issues and problems due to unsatisfied cases 
through public complaints which are logged on the municipal 
services. 
4.0 FINDINGS & MATERIALS 
4.1 Households and Business Communities Information 
profile 
The sample of the study comprises of 310 
respondents of households which male were the highest 
respondents with 156 (50.3%) followed by female with 154 
(49.7%) and Malay ethnicity comprises the majority of 
respondents with 119 or 38.4 percent followed by Chinese 94 
(30.3%), Indian 75(24.2%) and Siamese 22(7.1%). 
Respondents' ages are ranged from 40 to 49 years, with a 
mean of 2.965 (S.D =1.08). Some of the respondents were 
never had any formal education (14.5. %) followed by 
primary education (17.1%), post graduate (14.2%) and 22.6 
percent of the respondents are the STPM holders. 44.5% 
respondents in the sample are reported to work as general 
office administrator (44.5%), followed by professional, top 
management & administration (43.9%) and only 11.3 percent 
working as semi-skilled or unskilled manual worker. In terms 
of category of house, majority of the respondents are from the 
"moderate" category (59.7%), followed by "Elite" category 
(29.7%) and only 1.6 percent respondents from "Low cost" 
category. Most of respondents came from Zone C (40%), 
followed by Zone G (35.8%) and 24.2 percent from Zone H. 
The respondents are reported to be in the private limited firm 
sector (44.5%), followed by governments sector (43.9%) and 
only 0.3 percent respondents working in multinational 
company. Most of respondents are married and followed by 
single (49.4%) and most of them are stayed 2 - 5 years 
(44.2%), followed less than a year (43.9%) and only 0.6 
percent respondents in this study are stayed 6-15 years. 67.4 % 
respondents in the sample are reported having owned house 
and only 32.3 percent rented the house. The respondents are 
living in double terrace type which represents 33.5%, 
followed by single terrace (30.3) and only 21.6 percent living 
in bungalow type. This indicates that most of respondents are 
the middle income society. Most of respondents of business 
communities came from Zone C (36.7%), followed Zone G 
(33.3%) and 30 percent from Zone H. It also explains the 
majority of the respondents involved in hypermarket and 
restaurant business (42.2%), followed by mini market (17.8%) 
and only 5.6 percent involved in franchise business. 
4.2 The Nature of Feedback towards Complaint and its 
link to satisfaction 
4.2.1 Major complaints towards households and business 
communities 
The study indicates that majority of household and 
business communities lodged complaints on cleanliness 
(mean=2) and drainage and culverts (mean=3). This finding 
shows that the cleanliness, drainage and culvert are the major 
problems facing by MPSPK. However, data does not reflect 
the earlier given which waste management is the major 
problems as described in e-complaint on the municipal 
website. On the other hand, the weak management in handling 
cleanliness, drainage and culverts which lead to flash flood in 
selected zones derives to the highest complaint compared to 
waste management problems. 
Table 1 Major complaint towards households and business 
communities in Sungai Petani 
Item 
- 
Source: Field study, 2012 
4.2.2 Complaint Response 
Most local authorities have already taken the 
initiative to establish internal procedures for responding to 
concerns expressed by local citizens about service delivery, 
including in many cases of appropriate appeals mechanisms 
(Kamarudin et al., 2012). From this study and as indicated in 
the Table 2, it seems that the responses received after lodged 
complaints have a strong relation with customer satisfaction. 
Households felt satisfied with the statement of "Time taken 
to response is less than 30 minutes" while business 
respondents took "30 minutes to 1 hour" in dealing with the 
local authority as their major. The households also satisfied 
with the statement of "Feedback" with mean=2.155 and 
business communities with mean=2 shows the complaint 
received and in progress. In addition, the households felt 
having less communication in "Two ways communication" 
and they felt not sure on the "Satisfaction on public 
complaint". 
On the other hand, the majority of business 
respondents stood with very satisfied on the statement of 
"Satisfaction on public complaint" and strongly communicate 
in "Two ways communication" with the MPSPK with the 
mean=5, while "Time taken" is more than 30 minutes to 1 
hour and "Feedback" also received-in progress. From the 
business respondents, the findings found that they were very 
satisfied with the two ways communication due to the 
complaints of the respondent were noted accordingly and 
quickly settled within the schedule given. The findings also 
correlate with many previous studies on the positive 
association between the communications and timeliness in 
complaints system (Jonsen, 2001, Paraswaman et al., 1996, 
Norton and Kaplan, 1996). 








4.3 The Focus Groups: Associations, Community Leader 
and Councillor in Sungai Petani 
A further analysis on the socio-economic background 
of the interviewees found that all of 30 residents were come 
from three selected zones. It is estimated around 96.67 percent 
of the respondents are Malays and their ranges of ages are 
between 41-50 years. Among other notable findings are 40.0 
percent of the respondents are in semi-skilled or unskilled 
manual worker with some 40 percent reported to have SPM, 
26.7 percent reported to have STPM and 23.3 percent are 
degree holders. Their income ranges from RM900 to RM1500 
and RM1501 to RM2500. However, it is observed that 
individuals represented in associations and community 
leaders were having low education and income level with 
majority of them came from moderate housing areas. The 
language ofien used in the meetings and conversation in 
Malay. These findings prove that the work of Gronroos (2007) 
on satisfaction with public services tends to be highest among 
users with older people those who have more likely to be 
complaining. In the focus groups of Sungai Petani, each zone 
of C, G and H was represented by 30 respondents and 
participated either a .  community leaders or neighborhood- 
based associations. 13 respondents (43.33%) were the 
member and Chairman of JKKKP while 6(20%) were from 
religious representatives. Another 13.3% (n=4) participated 
as political party representatives, and another 4 respondents 
(13.3%) were interviewed as MKK and 2 respondents (6.67%) 
were from Rukun Tetangga Only one respondent (3.3 %) 
represented as AJK. 
4.3.1 Public Complaint Process and the Response 
Public complaint is one of the mechanisms to measure 
customer satisfaction. People keep complaining about their 
uncollected waste, routine and daily operations are not well 
organized, clogged drains, flash flood in housing areas and 
other local matters. The interviewees' experience mirrors the 
level of dealings with MPSPK through the public compliant 
process. Majority of them were satisfied with the process and 
the action taken in addressing the common problems in 
Sungai Petani in such as waste management, cleanliness, 
drainage and culverts. One interviewee shares his experience 
as community leader in his zone: 




" I  jell ok with municipal work in daily operations. Many 
complaints under my zone settled within the time even got some 
issues regarding waste uncollected and jloods due to clogged 
drains, but still they turn up. The municipal olready settle the 
problems but sometimes attitudes from the local residents make the 
problem come again. So I don't even blame the municipal. The 
process taken to settle the complaints also good except for those 
issues needed for other agencies to take part like JKR or JPS, the 
longer time should be expected by the local residents". 
(Community leader H, 2012) 
Another supporter was satisfied in his experience as 
Chairman of community committee publicly complained the 
process and the action taken by the municipal. This is due to 
volunteering activities such as clean up the public places or 
housing area always have feedback from MPSPK and even 
the down to earth YDP. The response was refemng to waste 
dumping and cleanliness complaints faced by a few housing 
areas in Zone C. Community leader from Zone H also 
expressed his feeling towards the public complaint in his area 
During the interview session, he satisfies due to his 




"My zone is based on lraditionaI villages and tourism area; just a 
fw, housing areas were there. Due to the nature, not so many 
complaints were brought up to municipal. So, it S not a big deal on 
that. Small problem like a waste problems just happen in certain 
area like Tanjung Dawai and Lembah Bujang. Other than thatjust 
received a broken lamppost or cutting trees matter. So far, in my 
experience since last four years, i satisfy with the system ofpublic 
complaints. But sometimes, we hnve to urge stafjof the municipal 
lo know the progress on the complaints but overall ISn sotisfred". 
(Community Leaders K, 2012) 
The above findings shows that majority of the 
interviewees were satisfied towards public complaints 
process and the feedback given. However, the problems of 
dissatisfaction always occurs even the effective manner has 
been taken by the municipal. Zero-complaint is impossible to 
achieve in sewed public because their loyalty is uncertainty 




5.0 DISCUSION AND RECOMMENDATIONS 
5.1.1 Local associations and representatives have more 
predictive power in disseminating and collecting 
information and explaining the satisfaction in Sungai 
Petani 
















associations and representatives. The councilors and 
community leaders played the important role and most 
preferred by the local people in public complaints or in 
disseminating and collecting information on municipal 
services in Sungai Petani. The residents also have strong 
feeling in dealing with associations like Rukun Tetangga, 
Persatuan Penduduk and religious representatives in their 
neighborhoods. The residents in Zone C feel that their 
councilor is active in representing them and always concerned 
on public complaints. Perhaps, these positive feelings on their 
active local associations and representatives added on 
motivations to participate on local authorities' activities in 
order to increase the satisfaction among their localities. This 
findings shows that the more engagement among the public 
towards their associations and representatives, the more likely 
they to be satisfied on municipal services. 
5.1.2 Communication problem that exist between tiers 
hinders the quality of customer satisfaction 
The residents need to know and be assured that their 
views and opinion are important to the decision-makers and 
their involvement in municipal activities should not be seen 
as something wasteful. Finding of the study found that the 
residents do not fully engaged with their JKKKP and MKK 
representatives as well as councilors and some of them do not 
bother to get to know who actually represent them. On the 
other hand, the local representatives feel that the residents are 
just not interested in working with them. At the same time, it 
also illustrates that there is communication problem between 
the municipal, councilors, JKKKP and MKK. 
5.2 Policy Implications & Recommendations 
5.2.1 Empower the Public with Municipal Sewices 
Knowledge 
The awareness among public is important as to voice 
out the dissatisfaction and to complain on the right channel. 
In this light, the local representatives and councillors do have 
roles in promoting such awareness and not only that, the 
MPSPK's officers have a role in guiding the public in 
understanding satisfaction process and the system. The 
professional body to educate and guide the general public 
about local affairs will obviously help the public to respond 
effectively and efficiently towards the system of public 
complaints. 
5.2.2 Provide continuing Opportunities and Platform in 
Public Complaint System 
The factor that leads to satisfy the municipal services 
is usually associated with the weak management in handling 
public complaints system. In order to enhance the public trust 
and confidence, it is important for the government to provide 
enough opportunities and platform in channelling their 
complaints (Groonroos, 2007 and Parasuraman et al., 1996). 
By providing adequate platform and opportunities in the right 
channel, it will invite the active and vocal residents and local 
representatives in customer satisfaction of the local affairs. 
6.0 CONCLUSION 
This study reveals that another equally important 
barrier to customer satisfy on municipal services is the fact 
that people are now getting more disengaged from their 
neighbors and neighborhoods, and thus making collaboration 
practices seem unachievable. To make people participate is 
one thing, but when they participate, it opens up to other 
issues such as rules and policies in public complaints system 
and the existence of people who see the process of customer 
satisfaction as a good opportunity to close the relationship 
with the government, instead of looking at local programs as 
a chance to work together with the government. The public 
complaints system should be well organized in order to create 
a user-friendly system among the community. On the 
government part, there are platform and opportunities to 
participate and disseminate information, as well as the 
sincerity of the officers and councilors in incorporating public 
input in their decision-making. 
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